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Abstract:
This thesis aims to examine the role of digitalization in improving the quality of services pro-
vided by Algerian service institutions, with a particular focus on the case study of Algeria
Telecom in Tébessa. The study stems from the rapid technological transformations occurring
in the business environment, which have compelled institutions to adopt digital solutions in
order to enhance performance and meet customer needs more effectively and efficiently. This
is explored through the central research question:

What is the role of digitalization in improving service quality in Algerian service
institutions, specifically in the case of Algeria Telecom in the Wilaya of Tébessa?

The study employs a descriptive methodology, in addition to a comprehensive survey of
all the institution’s employees, and a field study conducted at Algeria Telecom — Tébessa.
This included observations and questionnaires directed at staff members, aiming to assess the
actual implementation of digitalization and its impact on the level of services provided.

The findings indicate that digitalization has significantly contributed to improving ser-
vice quality and performance speed. It has also enhanced communication with customers and
reduced time and effort, despite some challenges related to infrastructure and a lack of spe-
cialized training.
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